TECHNOLOGY OPPORTUNITIES PROGRAM
NARRATIVE
(revised 7-30-01)

The Legd Services Corporation of lowa (LSCI) isapplying for a Technology Opportunities Program
Grant in partnership with thelowa A ssociation of Senior Centers (1ASC), and with the support of thelowa
Department of Elder Affairs, thelowaAssociation of AreaAgencieson Aging (IAAA), and numerousarea
agencieson aging. Thegrant will fund thelowa Senior CitizensInternet AccessNetwork (ISCIAN), which
will provide eadly accessible Internet service, with appropriate training, at 85 senior centersin rurd, low-
income and minority communitiesthroughout lowa. The Internet accesswill enable older lowansto recelve
the servicesand information they need to enhancetheir economic, physica and socid well-being, toremain
independent and to make better life planning decisions. It will aso provide new opportunities for socid
interaction, community involvement and cultura enrichment.

PROJECT PURPOSE

The purpose of this project is to provide easly accessible Internet service a 85 senior centers to
increase accessto critical servicesby older lowans, especidly thoselivingin lowa srurd, low-incomeand
minority communities where public access to Internet service does not exist or is not eesly accessible.
Much of lowaisbecoming adepopul ated, aging and increasingly impoverished rura community. Therura
aress have logt alarge segment of their industria/agricultural-based economy, which in turn has caused a
flight of businesses, services, and population from small towns to lowa' s urban centers. Forty-eight of
lowa s 99 counties|ost population during the 1990's, dl but saven of which aready had populations of less
than 20,000 people. Other population shiftshaveleft aninner core of impoverished neighborhoodsin some
urban communitiesin lowa

lowa has alarger percentage (2%) than any other state of people who are 85 or older. It isfourth in
the percentage (22%) of population over 60. In 35 rura lowa counties, 17.5 - 20.4 % of the people are
over 65. In an additiona 20 counties, 20.5 - 24% of the people are 65 or older. Sixty-four percent of
lowans age 75 or over are women and 52.9% of these women live alone. Nationdly, only 67% of people
65 or older have a high school education. Not surprisingly, the poorest counties in lowa are aso located
inrurd areas, with poverty rates that exceed 11% in 39 of lowa's 99 counties, most of which are rurd.
Hve rurd counties in southern lowa have poverty rates of 15.6 - 19.5%. Poverty rates increase
dramaticdly with age. In 1998, the poverty rate for the 18-64 age group was 10.5%. It was 14.2% for
people 85 or older.

Mogt public and human services in lowa are concentrated in lowa s larger cities. The rural-to-urban
migration has left thousands of ederly people in rurd towns with few reedily available human services.
Although many services may be accessed over the telephone, telephones do not alow for the transmission
of documents that are often critica to receiving essentia services. Telephones dso do not alow for the
efficient dissemination of written educationd materids that are important to seniors. Telephone access is
aso viable only when seniors know that appropriate services exist. In its 24 years of providing services,
L SCI has found that thousands of people are not aware that services are available to help them.



Nationd research indicates there is a great dectronic divide between urban-centered eders with
sufficient income and the remainder of the older population. In lowa sfew growing urban areas, accessto
digitd services, including Internet access, is both fast and increasingly inexpensive. Access to affordable
digital technology drops precipitoudy as one moves into rural and low-income areas of lowa. In parts of
rurd lowa, toll-free Internet access is limited to one loca provider. The lowa Association of Senior
Centers conducted a preliminary survey of senior centersin lowafor the purposes of thisgpplication. The
survey found that there were only afew senior centersin lowa s urban areas that have Internet accessfor
their clients, and that accessto the Internet a rural senior centersisvirtualy non-existent. Most low-income
or rural older lowans do not know about human services web Sites, or they cannot access the Stessince
they do not have accessto computers. They remain isolated and ill-informed through no fault of their own.

Asareault of their isolation, poverty, lack of knowledge about services and lack of affordable, easily-
accessed Internet service, thousands of older lowans do not know about or receive the services that are
available to help them prevent or resolve their hedlth care, housing, consumer, legd, safety, income and
other problems.

The ISCIAN will provide easily accessible Internet service, with gppropriate training, a 85 senior
centers located primaxily in rurd, low-income and minority neighborhoods in lowa, where public access
to such service does not exist or is not easily accessible. This project will generate interest and obtain the
support of progpective end users by making Internet access as Smple as possible and by hiring and training
people who know how to help elderly people who are computer illiterate overcome technology barriers.

A unique component of thisproject isthat each computer will have desk top iconsfor most of themain
providers of servicesto the ederly. Theiconswill give users one-button accessto LSCI's Legd Hotline
for Older lowans, the Department of Human Services, their local AreaAgency on Aging, the Senior Hedlth
Insurance Information Program, and the agencieslisted in Appendix 1. The desk top will dso haveamenu
of sarvicesthat will directly connect userswith the appropriate service provider or provide theinformation
needed to obtain the service.

The one-button access to human services web sites provided by this project will greetly enhance the
functiond access of seniorsto the servicesthey need. By spreading an array of servicesbefore usersinthe
form of desk top icons and a menu of services, their awareness of available services will dramaticaly
increase. In addition, the one-button access to service providers through the desk top icons will make the
services eadly accessble and will diminate the need to go through multiple web Stes to obtain critica
sarvices. Providing Internet access at the senior centers will also give older people a comfortable and
familiar place to learn and improve their computer skills, while being taught by someonewho isinterested
in heping them.

The successof thisproject will be measured by specific outcomesto determinewhether Internet access
has in fact enhanced the access of older lowans to the services they need. The beneficid outcomes that
seniors will receive through the ISCIAN include receiving legd assistance from LSCI’s Legd Hotline for
Older lowans. The legd assstance will help prevent older lowans from losing their homes, experiencing
mistreatment at care facilities, becoming victims of dder abuse, losing public benefits, and losing income
due to consumer fraud. Through education and self-advocacy materials, older lowans will become
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informed of their legd rights and responghilities and be better prepared to ded with government agencies,
nursing facilities, landlords, guardians, and perpetrators of consumer fraud. The assstance that LSCI will
offer through the ISCIAN will often proveto beacriticd factor in seniors ahilitiesto maintain their homes
and independence. The one-button Internet access will aso enable seniorsto obtain critica services and
important information from other service providers, many of which provide online access to gpplications
for services. Specific anticipated outcomes for the project are listed in Appendix 2.

In addition to enhancing users access to services and information, the ISCIAN will provide other
important benefits. In many rurd and low-income communities, the senior center has become the main
socid gathering place for older resdents. Internet access will help people build new economic and socia
relationships. The Internet access will aso adlow seniors to send and recelve e-mail so that they can
communicate with children, relaives, and friends throughout the world, thereby increasing their contacts
with others without the necessity of 1ong-distance telephone charges which many of them cannot afford.
It will dso increase community engagement by giving older lowans direct accessto city, county and Sate
officias and enrich seniors by providing access to culturd events and other resources.

INNOVATION

The lowa Senior Citizens Internet Access Project will represent the firss mgor technologica
collaboration between the Lega Services community in lowaand the agencies that are at the forefront of
sarving the state€' sgrowing el derly population. While the specific technology that will be used inthisproject
is not cutting edge, providing an underserved, dderly population the means to use the Internet to more
effidently and effectively obtain services is ground bresking and innovative. This project will provide
vauable information and experience for the agencies involved on the techniques of providing technology
training and access to the fastest growing arena of information and commerce in our society.

This project will greatly enhance the functiona access of seniors to human services web sSites and
avalable services. Although many of the web stes have linksto the other organizations, most end usersdo
not know about the web sites, or do not have computers to access them. Telephones do not always
provide a viable option to access services because many seniors do not know that appropriate services
exig. Thisproject will place servicesin front of usersthough the use of desk top iconsand adesk top menu
of services, which will dramatically increase users awareness of services that can benefit them, while
making the services easily accessible. Userswill not need to contend with busy sgnd's, complicated voice-
mail menus, or having to access services through one or more web sites. This one-button accesswill make
exigting and future web sites and services much more accessible to lowa s senior citizens.

This project will employ persons with backgrounds in training and curriculum design to facilitaete the
important training function of the project. The staff will provide specidized training that will focus on
developing skillsthat can be used to expand the use of technologica resources. The project’ s saff will be
the first in lowawhaose primary god isto begin the process of addressing the technology barriersfaced by
older lowans. They will be trained on the best methods of teaching ederly people who are computer
illiterate. The staff will know how to recognize a prospective user’ sreluctance to learn anew skill and will
work patiently and dowly to gain the users interest, trust and support. The project staff, dong with staff
and volunteers at the senior centers, will provide the training and back-up needed to make access to the
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Internet aredity for older lowans.

LSCI currently has a grant from the nationad Legd Services Corporation to create a technology
partnership between dl of lowa's Lega Services programs. This project is supporting current efforts to
design and implement aweb Ste targeted to low-income lowans and attorneys participating in pro bono
projects. The proposed ISCIAN will alow the lowa Legal Aid Web Site (ILAW) to be the link for
services between lowa s senior centersand LSCI and its Legd Hotline for Older lowans. In addition, the
L SC-funded project supports afull time Technology Advocate whose work will complement the efforts
contemplated by this project.

This Project will dlow LSCI to transfer in an eectronic format a wide array of community legd
education materids that have been a part of LSCI’'s long-standing commitment to provide critica
information to low-income and elderly people. Internet access will allow seniors to download legal
educational materids from the lowa Legd Aid Web Site. They will dso be ableto recaive through email
legd educationa materids or documents prepared specificdly for them. A list of LSCI’s community legd
education materids is contained in Appendix 3.

DIFFUSION POTENTIAL

This project will be highly amenable to replication since existing off-the-shelf products and readily
avalable hardware and software will be used for most of the technical aspects of the project. The process
of developing the project will be well-documented and will be actively shared with other organizations
wishing to learn from our experience.

This project will dso have important ramifications for the access of the elderly to senior legd hotlines,
to legd servicesprograms, and to other human services agenciesthroughout the country. Most hotlinesand
lega services programs receive the vast mgority of ther clients ether through referrals from service
providers or from being listed in telephone books. This project will demongtrate that providing Internet
access in a senior center, with the availability of direct access to a senior legd hotline or legd services
program, is a more effective and efficient way to provide access to services. Lega services programs
throughout the country will be ableto replicate smilar technologica innovations, not only a senior centers,
but at libraries, courthouses, schoals, socia service agencies, and other places that serve low-income or

elderly people.

L SCI and the lowa Association of Senior Centers will actively share information about the project,
both when it isinitidly implemented and after it has been in operation for aperiod of time. LSCI will make
presentations a professona conferences involving other legd services programs including the annud
conference of the Nationa Legal Aid and Defender Association. The lowaAssociation of Senior Centers
will make presentations at professonad conferences, including the Governor’s Conference on Aging.
Information and outcomes of the project will aso be described in professona journas such as the
Management Information Exchange, which is widdy read by Legd Services managers nationdly. In
addition, LSCI’s new web dte will post information describing the project and providing ongoing
informationabout its progress and devel opment. Information about the project will also be provided to the
national Lega Services Corporation, the lowa Department of Elder Affairs, dl of lowa s Area Agencies
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onAging, the U.S. Adminigtration on Aging, and to the other twenty statewide senior lega hotlines. LSCI
and the IASC will dso provide information about the project to other organizations that might wish to
develop smilar projects.

PROJECT FEASIBILITY

The centerpiecefor thisproject isthe creation of easily accessible desk top Internet connectionsin one
hundred senior centers located in rurd, low-income and minority communitiesin lowa. The workstations
will consst of the best priced, latest generation computers purchased following competitive bidding among
magor vendors. Each workstation will include a computer, 17" color monitor, modem connection, and a
combination laser printer/fax machine. Software will consst of a sandard operating system, word
processing program and an Internet browser. Each desk top will aso be loaded with a program such as
PC Anywhere to dlow for remote troubleshooting and maintenance. The system will be configured as
amply as possible so that users will be able to connect to elder servicesweb Stesin afast and convenient
mamer by clicking on desk top icons or on a desk top menu of services. Project staff will survey
prospective end users at each center to determine their needs and the desk top icons will be modified to
meet the identified needs. The project will use the exigting infrastructure of commercidly-avallable
telecommunications servicesfor Internet access. Additiona information related to the technol ogica aspects
of this project is contained in the Budget Narrative.

At the initial stages of the project, Saff will research available resources about Internet training and
address bas ¢ accessissues by contacting gerontol ogists and other professionalswho can providedirection
in developing appropriate training and instructional materias for the elderly population served by this
project. The staff will determine what assistive devices and programs are available for disabled individuas
and for non-English speaking persons. This project will develop atutorid designed for senior citizens that
will show usershow to effectively use the computer and the Internet. Thetutorid isdescribed in the Budget
Narrative. The project aff, working with LSCI’ s Public Information Coordinator, will aso produce and
digtribute the lowa Elderly Resident’s Guide to the Internet, which will inform elderly people how to
effectively use the Internet as a tool for education, communication, and access to available services and
resources.

The 85 senior centers participating in the project will be sdected on the basis of competitive
goplications. The application process will evauate the centers in terms of need, interest, and ability to
support the project localy. The support required of the centers will include access to a telephone line to
connect to the Internet, and a secure and accessible space for the equipment. Each center will provide
volunteersor staff who can betrained to serve asloca Internet ingructorsfor seniorsfor at least eight hours
per month. The centers will dso be required to submit a plan to continue the Internet access to services
after the end of the project. Appendix 4 isalist of some of the criteriato be used to select gppropriate Sites
for this project.

Saffingfor theproject will consst of aProject Coordinator, a Technology Advocate and one hdf-time
support staff employee. Additiond staff resources will be provided by LSCI management staff, who will
provide adminigtrative and supervisory support; staff of the lowa Association of Senior Centers who will
provide administrative support; and volunteer and staff trainers at the 85 senior centers. The Project
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Coordinator will be responsible for overseeing the implementation of the project in al respects and will
work with LSCI’s Program Administrator in soliciting and evaluating bids and quotes for equipment,
software and services. The Project Coordinator will aso be primarily responsible for the design and
implementationof the project’ straining component. The Technology Advocatewill beprimarily responsible
for the ingdlation of equipment and ongoing technical support of the 100 workstations and Internet
connections. The support staff employee will provide clerical, receptionist and adminigtrative support for
the project. All staff will be involved with collecting dataand information needed for ongoing eva uation of
the project.

LSCI and its project partners are uniquely quaified to implement the project. LSCI hasbeenthemain
provider of free legd assistance to low-income and older lowans for the past 24 years, while the lowa
Association of Senior Centers, the Area Agencies on Aging, and the various senior centers that will
participate in this project were specificaly established to provide services to older lowans. All of the
organizations are familiar with the barriersto access to servicesthat confront older lowans. They also are
familiar with the specid needs of this underserved community and know how to best provide the services
in amanner which is both understandable and effective. Additiona background information about LSCI
and how this Project will facilitate the provison of services to seniors by LSCI’s Legd Hotline for Older
lowans is contained in Appendix 5. The budget for this project is set forth in detail in the budget narrative
portion of this gpplication.

At the conclusion of the project period, it isanticipated that the senior centersand their clientswill have
come to rely on the computersto such an extent that they will deem them to be an essentid service and that
they will be ableto raisetheminima fundsthat will be necessary to continue the maintenance and operation
of the Internet accessin the future. If the senior centers agree to continue using the equipment for project
purposes after the end of the project, ownership of the equipment will be transferred to them.

At thistime, there is no planfor upgrading the technology after itisinitidly ingtaled. It is expected thet
one computer in each senior center will be sufficient to accommodate the demand for services at most
centers, especidly in the rurd areas. Since this is a fairly smple project design, the system can
accommodate significant growth to dlow additiona end usersto be served without the need for aredesign.

The privacy of the end users of this project is of concern since they will be using the equipment to
convey and receive persond information. LSCI will require the senior centers to follow procedures
designed to protect confidentia information. Users and senior center staff will be trained about privacy
concerns and will be able to distinguish between secure and non-secure sites. Information provided to
LSCI and its Legal Hotline will be protected through its secure web site.

COMMUNITY INVOLVEMENT

The agpplicant for these funds, the Legd Services Corporation of lowa (LSCI), isthe largest provider
of civil lega services to low-income lowans, providing services to clients in 98 of lowa's 99 counties
through ten regiond offices. LSCI is dso the largest provider of free legd assstance to older lowans
providing servicesin al 99 counties through contracts with twelve area agencies on aging and agrant from
the U. S. Administration on Aging. LSCI reviewed this project with the Advisory Council of LSCI’sLegd

6



Hoatline for Older lowans. The Advisory Council membership list isattached as Appendix 6. The Advisory
Council, which represents a broad cross-section of client eigible people and service providers to older
lowans, believed that this project will have asignificant impact in rurd 1owa by enabling older people to
obtain the services they need, hel ping both them and their communities. Appendices 10-13 are letters of
support for this project from the lowaDepartment of Elder Affairs, thelowaAssociation of AreaAgencies
on Aging, and some of the area agencies on aging which are planning to participate in this project.

LSCI’s partner in this application is the lowa Association of Senior Centers. The Association was
formed in 1997 to provide services and support to older people and senior centers. Its membership
currently consists of 75 of lowa ssenior centersand it provides outreach and information to approximately
300 senior centers in lowa. LSCI will dso be working with the lowa Department of Elder Affairs and
lowa s 13 areaagencies on aging (AAA). The AAA’ s are private not-for-profit organizations authorized
by the Older Americans Act to provide services to people who are age 60 or older. The AAA’s operate
or provide funding to most of the senior centers and medl sitesin lowa. The other partnersin this project,
whichare too numerous to mention, will betheindividua senior centers and mealStesthat will be sdlected
to participate in this project.

To investigate the feasibility of this project, the lowa Association of Senior Centers conducted a
telephone survey of senior centers. The survey showed that very few of the senior centers contacted had
Internet access for its clients, and that Internet access was virtually nonexistent in their respective
communities. The staff of the senior centers indicated a great interest in this project and also expressed a
willingness to donate the facilities, telephone access, staff and volunteers needed to make the project a
success. The Association aso conducted focus groups of seniorsto determineinterest in thisproject. The
focus groups showed little experience, but high interest, in usng computers and the Internet to access
sarvices and for communication with family and friends. A summary of the survey and focus groups is
attached as Appendix 14.

To ensure that the community of older owans becomesinvolved in the project, saff will work with the
senior centersto ensurethat al people who regularly use the senior center know about the project and the
services and bendfits it will provide to them. The project will establish an Advisory Council composed of
dient-digible people, senior center staff, and other service providers to provide ongoing input about the
project and how it should be implemented and modified to ensure thet it provides the greatest benefitsto
the end users. The Project’s saff will conduct initid training workshops around the state at the time the
Internet connection isindaled for the staff and volunteers of the senior centers saected for the project.
These tranings will be designed to orient them to the new technology and to provide them with knowledge
they will use to provide ingtruction to end users. Project Saff will aso provideinitid and periodic trainings
to end users to ensure that they know how to effectively use the computers and the Internet. Project staff
will be available for ongoing technica support to both the end users and the senior center trainers.

EVALUATION AND DOCUMENTATION

This project will best be eval uated by an assessment of whether final outcomes meet the project’ sgods
and objectives. An independent third-party evaluator will be hired to assess the project. The evaduator’'s
role will begin when the project is first being implemented to ensure that systems are designed that will
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indude mechanismsfor gathering data and information to assess measurabl e objectives. The evauator will
aso help design surveys and evauation formsthat will be completed at gppropriate times by senior center
daff and the end users to provide information essentia to ensuring that the purposes of the project are
fulfilled. The anticipated outcomes for the project and the project time line are attached as Appendices 2
and 15. These will be subject to revision after consultation with the project eva uator, who will dso prepare
an evauation report a the end of the project. Appendix 16 includes information regarding Dr. Edward
Saunders, a Professor of Social Work at the University of lowa, who has studied and developed
measurement tools for human services projects, and who is anticipated to be the project evauator.

Evauation questions will include whether the project increased the access of older lowans to critical
sarvices, what factors contributed to the success of the project at certain senior centers and the lack of
success at other centers, whether barriers to access continued after implementation of the project, how
each component of the project functioned to provide the services anticipated, whether the training was
successtul in teaching users how to usethe Internet, whether usersutilized the Internet accessfor purposes
such as emall and research, and whether the project contributed to the socid interaction, community
involvement and culturd enrichment of the end users.

The independent third-party evauator and the project staff will conduct initia surveys at the senior
centers a the time the project isinitidly implemented, again a the end of the first year of operation, and
findly at the end of the project. Surveyswill include the senior center staff and the users of the technology,
with the initid surveys being used to collect basdine data Since much of the data to be collected will
involve written surveys a multiple sites throughout the state, many of the surveys will be digtributed and
explained by the project’ sstaff who will providethedatato theindependent third-party evaluator. Thedata
will then be compiled and analyzed by the evauator to provide interim and fina reports so that LSCI, its
partners and NTIA will have the appropriate information to gauge the success of the project and to
determine the feasibility of continuing service after the project ends.

In addition to user surveys, the project will be designed to track certain information that will alow an
evaduation of whether the Internet access has produced increased access to services. Specificaly,
information will be tracked using the following methods:

1. LSCI'sLegd Hatlinefor Older lowans case management system will track informetion about the
number of older lowans who use the Internet to contact the Hotline for lega assstance and the
results of that assistance.

2. Each computer will generate a pop-up survey that will ask smple questions designed to dlicit
opinions about the users impressions of the value of the Internet access.

The project evauation methodswill be used by the project saff, dong with other information obtained
from end users, senior centers and others, to continuoudy evauate, plan, review and revise the
implementation of the project to ensure that the project successfully fulfillsits purpose of using the Internet
to increase the access of older lowansto critical services.






